Background: Satisfaction of the patient plays a key role in determining the correlation between the quality of health-care services provided and the patients' trust. The objective of this study was to determine the level of satisfaction regarding the quality of dental care among patients at dental clinics of Riyadh Elm University. Materials and Methods: Self-administrated questionnaire was distributed to patients attending clinics of Riyadh Elm University. Questionnaire consisted of items on appointment availability, satisfaction with the performance of the reception, satisfied with your treating practitioner, treatment fees, satisfied with the level of cleanliness/sterilization, compassionate and caring of the support staff and treatment provider, and finally overall evaluation of the services received within the clinics. Results: A total of 600 questionnaires were collected from the electronic system used in the dental clinic of Riyadh Elm University. 89% of the participants agreed that it was easy to get an appointment in the dental clinics and 59% were very satisfied with the performance of the reception. Majority of the participants were satisfied with the treatment provider (80%), 82% were satisfied with treatment fees, 74% patients were very satisfied with the cleanliness, 81% agreed that the treating practitioner and supporting staff were compassionate and caring, and most of the participants were satisfied with services received in the dental clinic of Riyadh Elm University. Conclusions: Dental clinic of Riyadh Elm University has been successful in achieving participant's satisfaction regarding the services, staff, treatment, and fees.
Introduction
Over the years, a patient's opinion of the quality of care he receives has become essential and of great significance in the field of dentistry. [1] Many studies suggest that a dental practice cannot be successfully established without attaining patients' satisfaction. [2] Patient satisfaction is an emotional state of the patient and his reaction to the treatment provided by the medical staff. [1] In addition, satisfaction of the patient plays a key role in determining the correlation between the quality of health-care services provided and the patients' trust. [3] Patients' opinion of the care provided serves as a useful indicator of the quality of the health care center. [4, 5] Therefore, the result of a satisfied patient This is an open access journal, and articles are distributed under the terms of the Creative Commons Attribution-NonCommercial-ShareAlike 4.0 License, which allows others to remix, tweak, and build upon the work non-commercially, as long as appropriate credit is given and the new creations are licensed under the identical terms.
For reprints contact: reprints@medknow.com affects the attribute of a hospital or a clinic, [6] since patient satisfaction could affect a dental clinic's success and influence its reputation and status. A happy patient promotes a prosperous clinic and a healthy patient-doctor relationship.
Patient satisfaction should be a priority to health care. [4] Satisfaction is based on the patient 's experience from the moment they set foot in the clinic until he leaves. This will naturally depend on the dental treatment and services received, maintaining confidentiality, accuracy of appointments, staff appearance and attitude, in addition to the surrounding environment, [7] Riyadh Elm University, formerly Riyadh Colleges of Dentistry and , is a privately supported postsecondary educational institution located in the city of Riyadh in the Kingdom of Saudi Arabia. The College was officially granted approval in February 2004 by the Ministry of Higher Education of the Kingdom of Saudi Arabia to offer professional baccalaureate degree programs in Dentistry, Dental Hygiene, Dental Assisting, Pharmacy, and Medical Laboratory Technology. Riyadh Elm Hospitals provide high-quality dental services to patients seeking dental treatment. This study aimed to determine the level of satisfaction regarding the quality of dental care among patients at dental clinics of Riyadh Elm University.
Materials and Methods
This was a cross-sectional study conducted among the dental patients attending clinics of Riyadh Elm University. By employing simple random sampling technique, patients were recruited in the study. This study was conducted for the period of 6 months (January 1, 2018 to June 30, 2018). All the participants were interviewed after the completion of the required dental treatment. Patients aged 18 years and above who can easily understand questions in English and Arabic were included. Children and those who did not give consent to participate into the study were excluded.
Questionnaire consisted of items on appointment availability, satisfaction with the performance of the reception, satisfied with your treating practitioner, treatment fees, satisfied with the level of cleanliness/sterilization, compassionate and caring of the support staff and treatment provider, and finally overall evaluation of the services received within the clinics.
Statistical analysis
All the responses were collected and entered into the Excel sheet for the purpose of analysis. Descriptive statistics of frequency distribution and percentages were calculated and displayed in the form graphs.
Ethical approval
Ethical Approval for the study was obtained from the Institutional Review Board of the Riyadh Elm University (FRP/2018/200).
Results
A total of 600 questionnaires were collected from the electronic system used in the dental clinic of Riyadh Elm University.
A total of 534 (89%) of the participants agreed that it was easy to get an appointment in the dental clinics, 18 (3%) disagreed, and 48 (8%) said yes to some extents [ Figure 1 ].
A total of 354 (59%) were very satisfied with the performance of the reception, 132 (22%) satisfied, and 114 (19%) unsatisfied regarding the reception [ Figure 2 ].
Majority of the participants were satisfied with the treating provider, 480 (80%) very satisfied, 60 (10%) satisfied, and only 60 (10%) were unsatisfied [ Figure 3 ]. Treatment fees were not reasonable for 108 participants (18%) and 492 (82%) were satisfied with fees [ Figure 4 ]. 486 (81%) agreed that the treating practitioner and supporting staff were compassionate and caring, only 54 (9%) disagreed, and 60 (10%) of the participants said yes in some extents [ Figure 6 ].
In general, most of the participants were satisfied with services received in the Dental Clinic of Riyadh Elm University and only 10% were unsatisfied [ Figure 7 ].
Discussion
Patient satisfaction mainly depends on the treatment and services received. [7] This study measuredthe patient's satisfaction with the dental care received at Riyadh Elm University Dental Clinic. Patients were asked seven question comprised items on appointment availability, satisfaction with the performance of the reception, satisfaction with your treating practitioner, treatment fees, satisfaction with the level of cleanliness/sterilization, compassion and caring of the support staff and treatment provider, and finally overall evaluation of the services received within the clinics.
The first question was about the simplicity of appointment taking in Riyadh Elm University, 89% were satisfied and agreed that it was significantly easy. It was the most satisfactory attribute of dental services in our study. Whereas, the lowest level of satisfaction was shown in the second question which was about the performance of the reception, 59% were very satisfied with the performance of the reception, 22% satisfied, and (19%) unsatisfied regarding the reception. However, in another study conducted by Samad et al. found that the physical structure dimension shows the highest level of satisfaction, whereas the dimension of dental and oral health care shows the lowest satisfaction. [8] In most industrialized countries, dental diseases are considered as the fourth most expensive disease to treat, thus creating cost barrier for the dental care. [9] Dental services in Saudi Arabia are provided through the network of government-run dental clinics and privately owned dental clinics. With the increasing level of oral diseases such as dental caries and increased cost of treating such diseases has led to inequalities in oral health. The dental services provided by the Dental Clinic of the Riyadh Elm University may be able to aid in reducing these inequalities, in that immediate access to the dental services are based on the availability of students and equipment in various clinics.
The most frequently reported reason for wanting to be a patient at the dental school was low cost. [10] In our study, Feedback shows that the treatment fees were not reasonable for 18% of the participants and 82% were satisfied with fees. However, Eslamipour et al. found that the cost and payment problems were not significantly correlated to the level of patients' satisfaction, although in bivariate analysis, people who thought dental costs were high were less satisfied. [11] Another important aspect is staff appearance and attitude. [7] Majority of the participants in our study were satisfied with the treating provider by 80% and 81% agreed that the treating practitioner and supporting staff were compassionate and caring, which is relatively high and similar to the study conducted by Mahrous and Hifnawy, found that (77.7%) of the patients were satisfied with the dentists' interaction. [12] This is different from Othman and Abdel Razzak who found a much lower level of satisfaction among patients of only 54.3%. [13] Infection control and cleanness is one of the important factors of a successful dental clinic that patients trust.
Karydis et al. found that adherence to the rules of antiseptics and sterilization was patients top priority. [14] The current study found that (74%) of the patients were very satisfied with the cleanliness of the clinic. The study also found a higher level of satisfaction with the steps taken to protect them from infection when compared to a similar study. [12] In general, most of the participants were satisfied with services received in the Dental Clinic of Riyadh Elm University and only 10% were unsatisfied, Which is similar to study that evaluated satisfaction with the quality of dental care conducted on the adult population in UK, about (90%) of people were satisfied with the quality of care they received.
[15]
Conclusions
The Dental Clinic of Riyadh Elm University has been successful in achieving participant's satisfaction regarding the services, staff, treatment, and fees. Evaluation of patient satisfaction should be done continuously at regular intervals to keep the high percentage of satisfaction and for more improvement, and further qualitative studies need to be conducted determine the emotional, perceptive, and social factors of dental patient's satisfaction with dental care.
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